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Contact center network, has contact memory and agent object memory to store 
contact and agent objects, respectively, where objects are replicated and 
synchronized at each of contact centers 
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US 20050240594 Al EN 11 4 

Alerting Abstract US Al 

NOVELTY - The network has a contact object memory to store contact 
objects, where each object represents a different contact in a network of 
contact centers. An agent object memory (C) stores agent objects each 
representing a different agent in the network. The contact and agent 
objects replicate and synchronize at each of the centers. Each contact 
center is arranged to receive incoming contacts directly at that, center. 

DESCRIPTION - INDEPENDENT CLAIMS are also included for the following: 

1. a method of managing a contact in a network of contact centers 

2. a computer program with instructions for managing a contact in a 
network of contact centers. 

USE - Contact center network. 

ADVANTAGE - The contact and agent objects are replicated and synchronized 
at each of the contact centers, thus reducing waiting time of the contact, 
and facilitating even distribution of the work load across the contact 
centers, and hence enabling each contact center to have a degree of 
autonomy. 

DESCRIPTION OF DRAWINGS - The drawing shows a schematic view of a contact 
center using contact and agent objects. 
C Agent object memory 
14 Contact manager 
16 Memory area 
22 Workflow process manager 
3 0 Agent manager 
34 Query handler 

Title Terms/Index Terms/Additional Words: CONTACT; NETWORK; MEMORY; AGENT; 
' OBJECT; STORAGE; RESPECTIVE; REPLICA; SYNCHRONISATION; CENTRE 

Class Codes 

International Classification (Main) : G06F-007/00 
US Classification, Issued: 707010000 



Set Items Description 

51 1088857 AGENT? ? OR CALLTAKER? ? OR CALL () TAKER? ? OR OPERATOR? ? - 

■ OR REPRESENTATIVE? ? OR REP? ? 

52 1346195 LOCATION? ? OR CENTER? ? OR INSTALLATION? ? OR PBX? ? OR B- 

RANCH OR BRANCHES OR ORGANI ?????? 

53 59694 (TRANSFER????? OR FORWARD??? OR ROUT??? OR SEND??? OR DIS- 

PATCH??? OR SENT OR REMIT???? OR REDIRECT??? OR SWITCH???) (5N- 
)S1 

54 103139 ( (TELEPHON? OR TELECOM? OR CELLULAR) ( 3N) NETWORK? ?) OR PSD- 

N? ? OR POTS? ? OR PSTN? ? OR UMTS? ? OR AIN? ? 

55 13887 (REPLICAT? ?? OR COPY??? OR COPIED OR DUPLICAT??? OR CLON??- 

?) (5N)S2 

56 1526778 SYNCHRONI? ????? OR SYNC OR SYMBIOTIC OR PARALLEL OR CONCUR- 

RENT?? OR SIMULTANEOUS?? OR SAME () TIME OR TANDEM OR TOGETHER - 
OR COLLATERAL?? OR CONTEMPORANEOUS?? 

57 0 S3(10N)S4(10N)S5(10N)S6 

58 2 S3 (100N) S4 (100N) S5 (100N) S6 

59 1 (S3 AND S4 AND S5 AND S6 AND IC= (G06F- 007/00 OR H04N-011/0- 

0) ) NOT S8 - 

? show files 

File 348: EUROPEAN PATENTS 1978-2006/ 200640 

(c) 2006 European Patent Office 
File 349:PCT FULLTEXT 1979-2006/UB=20061005UT=20060928 

(c) 2 0 06 WIPO/Thomson 



8/3, K/2 (Item 2 from file: 349) 

DIALOG (R) File 349:PCT FULLTEXT 
(c) 2006 WIPO/Thomson. All rts. reserv. 



00371730 **Image available** 

METHOD AND APPARATUS FOR AUTOMATIC CALL DISTRIBUTION 
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Detailed Description 

Detailed Description 

... 20 removes the call from the queue and initiates a call transfer 

operation via the PSTN switch 14. PSTN switches such as the Ericsson 
AXE- 10 readilNr support call transfer tv e functions, and... 

...20 to the selected acenf's telephone. If the agent answers his/her 

teleDhone. the PSTN switch 14 then routes the incoming call directly to 

that 

I 0 

agent "s telephone. . . 

...caller. The caller and agent then 

communicate over a direct telephone line connection via the PSTN 12 and 
PSTN switch 14. 



The present invention also permits a selected call handling agent to 
later transfer the call to another call handling agent . This 
interagent call transfer may be desirable or otherwise necessary where 
a specialized or expert call handling agent is needed to provide the 
service requested by the caller. A call transfer between agents can 
be effected using the same call transfer procedure through the PSTN 
switch 14 as described above in conjunction with the call center server 
20. Moreover, a copy of the data accumulated for this particular caller 
is transferred to the expert/specialist agent via the datalink 26 
(e.g., the LAN 30 or WAN 28) which link the... 



Set Items Description 

51 7888078 AGENT? ? OR CALLTAKER? ? OR CALL () TAKER? ? OR OPERATOR? ? - 

OR REPRESENTATIVE? ? OR REP? ? 

52 16911072 LOCATION? ? OR CENTER? ? OR INSTALLATION? ? OR PBX? ? OR B- 

RANCH OR BRANCHES OR ORGANI ?????? 

53 203733 (TRANSFER????? OR FORWARD??? OR ROUT??? OR SEND??? OR DIS- 

PATCH??? OR SENT OR REMIT???? OR REDIRECT??? OR SWITCH???) (5N- 
)S1 

54 837266 ( (TELEPHON? OR TELECOM? OR CELLULAR) ( 3N) NETWORK? ?) OR PSD- 

N? ? OR POTS? ? OR PSTN? ? OR UMTS? ? OR AIN? ? 

55 63660 (REPLICAT??? OR COPY??? OR COPIED OR DUPLICAT??? OR CLON??- 

?) (5N) S2 

56 8182587 SYNCHRONI ?????? OR SYNC OR SYMBIOTIC OR PARALLEL OR CONCUR- 

RENT?? OR SIMULTANEOUS?? OR SAME () TIME OR TANDEM OR TOGETHER - 
OR COLLATERAL?? OR CONTEMPORANEOUS?? 

57 0 S3 (10N)S4(10N)S5(10N)S6 

58 1 S3 (100N)S4 (100N)S5 (100N)S6 

59 57 (S3 AND S4 AND S5 AND S6) NOT S8 
S10 40 RD (unique items) 

? show files 

File 275:Gale Group Computer DB(TM) 1983 -2006/Oct 05 

(c) 2 006 The Gale Group 
File 47:Gale Group Magazine DB(TM) 1959-2006/Oct 05 

(c) 2006 The Gale group 
File 16:Gale Group PROMT ( R ) 1990-2006/Oct 05 

(c) 2006 The Gale Group 
File 624 : McGraw-Hill Publications 1985-2006/Oct 06 

(c) 2006 McGraw-Hill Co. Inc 
File 484 : Periodical Abs Plustext 1986 - 2006/Oct Wl 

(c) 2006 ProQuest 
File 613: PR Newswire 1999-2006/Oct 06 

(c) 2006 PR Newswire Association Inc 
File 813: PR Newswire 1987- 1999/Apr 30 

(c) 1999 PR Newswire Association Inc 
File 239:Mathsci 1940-2006/Nov 

(c) 2006 American Mathematical Society- 
File 370:Science 1996- 1999/ Jul W3 

(c) 1999 AAAS 

File 696:DIALOG Telecom. Newsletters 1995-2006/Oct 06 

(c) 2006 Dialog 
File 621:Gale Group New Prod.Annou. (R) 1985-2006/Oct 05 

(c) 2006 The Gale Group 
File 674: Computer News Fulltext 1989-2006/Sep Wl 

(c) 2006 IDG Communications 
File 88:Gale Group Business A.R.T.S. 1976-2006/Oct 05 

(c) 2006 The Gale Group 
File 369:New Scientist 1994 -2006/Aug W2 

(c) 2006 Reed Business Information Ltd. 
File 160:Gale Group PROMT ( R ) 1972-1989 

(c) 1999 The Gale Group 
File 635:Business Dateline(R) 1985-2006/Oct 06 

(c) 2006 ProQuest Inf o&Learning 
File 15:ABI/lnform(R) 1971 -2006/Oct 06 

(c) 2006 ProQuest Inf o&Learning 
File 9:Business & Industry(R) Jul/1994 -2006/Oct 05 

(c) 2 006 The Gale Group 
File 13:BAMP 2006/Sep W4 

(c) 2006 The Gale Group 
File 810:Business Wire 1986-1999/Feb 28 

(c) 1999 Business Wire 
File 610:Business Wire 1999-2006/Oct 06 



(c) 2006 Business Wire. 
File 647: CMP Computer Fulltext 1988 - 2006/Nov W3 

(c) 2006 CMP Media, LLC 
File 98:General Sci Abs 1984 -2006/Oct 

(c) 2006 The HW Wilson Co. 
File 148:Gale Group Trade & Industry DB 1976-2006/Oct 06 

(c)2006 The Gale Group 
File 634: San Jose Mercury Jun 1985-2006/Oct 05 

(c) 2 006 San Jose Mercury News 
File 636:Gale Group Newsletter DB(TM) 1987-2006/Oct 05 

(c) 2006 The Gale Group 



